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Candidates MUST select THREE (3) questions from the set of FIVE (5) for response. Some 
questions may have more than one aspect to them, so be sure to read each question carefully before 
you choose three (3) to respond to. The responses will be marked out of 13 marks each. Your response 
to each question must be restricted to three (3) hand-written A4 pages. You will be marked on the 


concepts and the integration of these concepts within the context of the scenario. Please write legibly. 
1. Discuss the relevance of the extended services marketing mix for managing the customer 
interface. Describe the four broad ‘processing’ categories of services with relevant examples. 


2. Explain the pricing tripod approach to service pricing and outline the important ethical concern 
while devising service pricing and revenue management strategies. 


3. Discuss the relevance of flowcharting and blueprinting to document and manage customer 
service processes. 


4. Discuss the core strategies of the ‘Wheel of loyalty’ and identify appropriate strategies for 
reducing customer defections. 


5. Describe the relevance of soft and hard measures of service quality and identify the main tools 
service firms can use to analyse and address service quality problems. 


Please remember - This examination question paper MUST BE HANDED IN. Failure to do so may 
result in the cancellation of all marks for this examination. 
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